INTRODUCING  THE  FASTEST  STORAGE  SOFTWARE  ON  EARTH 


BrightStoT  Enterprise  Backup 


SHARPEN  YOUR  DATA  WAREHOUSE  PERFORMANCE. 


-platform 


loading  by  up  to  90%.  Visual  SyncSort  combines  the  robust  performance  of  SyncSort  with  the  ease  of  a 
Windows-based  drag-and-drop  GCJI.  Sigma,  a  specialized  data-aggregate  engine,  accelerates  processing 
and  query  speed  by  up  to  25%  and  makes  an  excellent  complement  to  SyncSort.  For  multi-platform 
formats,  your  tool  is  FilePort,  a  powerful  UNIX/mainframe  bi-directional  data  conversion  utility.  Finally, 
safeguard  what  you’ve  built  -  with  Backup  Express,  a  flexible,  distributed,  enterprise-wide  backup  and 
restore  solution  that  works  across  platforms. 


For  more  information  on  improving  your  data  warehouse's  performance  with 
the  Syncsort  tool  kit,  a  FREE  trial,  and  your  FREE  handy  multi -tool,  visit 
www.svncsort.com/7icwa  or  call  201-930-8200. 


syncsort  I 
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istances  that  could  also  help 

REBUILDING  FROM 
'  BL  THE  GROUND  UP 

Security  manager  Mathias 

Thurman  finds  himself 
building  the  basic  security 
infrastructure  for 
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NEWS 


Flaws  in  Wireless 


Security  Detailed  | 

*i  ■»),  Qmcked  aig0rithm,  holes  in  802.11  spec 
id«»s bttton to  tae baton.  mean  companies  need  more  authentication 


Finds  Quarry 
In  Outlook 


I 


Senators  Debate  Issues 
Surrounding  Privacy 


NEWS 


Top  Privacy  Ptajfere,  Issues 

SmtasEmrilkav  (D-SXJ.  Chatman  of  the 

McCain  (R-Ariz.)  and  John  Katry  (D-Mns.)  ae  i 
RoaWj^lIMiraJfc  cosponsoring  a  M  will)  Ca 


Opt-in  vs.  opt-out  weighed  at  hearing 


rsr  Hollmgs  (D-S-C.)  hopes  Spends  nine  months  s|,es  that  contain 

SZlSZS?  deploying  lPhrase 

- -  approach  dif-  technology  on  site  stream  consumer 


How  many  IT  guys  does  it  take  to  change  a 
mobile  projector  into  a  conference  room  projector? 


None. 


InFoc-us  LP  530  with  expansion  module 


©LP 


InFocus 


GSAs  GS-35F-4138D 
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Microsoft,  Clarus  Marry 
IS1*  Apps  for  Procurement  Suite 

Ntw  Tort  Inc.  hu  .  vide  a  simple  data  normaliza-  i 

s<l*ctad  an  Internet  platform  (rom  Companies  look  tO  push  installed,  rather  lion  link  between  darns’  pro  .....  I 

B-^8Z^"taMZr  than  hosted,  online  procurement  software  ?Se^ckXe  ^>nS  J*"®**  1 


^  |  ^enVeTuT^  Ted™k>S 

insures  750.000  New  Ybrk  rest-  I  midmarket  supply  built  ptoeut 

P*1” to  con~  ^  chain  business.  Mi-  of  their  ei 


Employee  E-Mail  * 

^nnrtnnnn  Cnnnlnln n 

Monitoring  tscaiates  ™ 


U.S..  haw  their  Internet  or  e-mail 

stout  27  mibnUn  study  mperta. 

the  supply  chain,  back-office 
accounting  software  field. 

curemcnt  application  instead 
of  a  hosted  one,"  said  Shawn 
Willett,  an  analyst  at  Current 

new  product  will  be  ready  to  tunity  for  Microsoft  to  field-  -  RmI  tins  midlm  in  tins 

ship  in  the  las.  quarter  Fore  test  many ofits  new  Net busi-  ^  ordcr  pTeSny 
said  the  first  version  will  pro-  1  ness  process  applications.  1  1 

Wireless  Alerts  Join  Calif.  Blackout  Arsenal 

the  Privacy  Foundation's  chief 

hosted  purchasing  applications 

Firms  might  add  te^n  mikT’this 

backup  warnings 

been  affected  by  four  rolling 
blackouts  at  a  site  in  Pittsburg. 
Calif,  each  lasting  an  hour. 
Wireless  notification  at  that 

complexity  and  cost  to  the 

change  at  any  time. 

■v  matt  mamblen  Deloittc  Consulting  in  New 

site  could  be  helpful,  since  bat¬ 
tery  backup  lasts  only  30  min- 

SOLVING 


YOUR  STORAGE 
PROBLEMS 
DOESN’T  HAPPEN 
OVERNIGHT. 


COMPAQ. 
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NEWS 


VeriSgi  Helping  to 
Boost  .Net  Security 


E-Govemment  Act 
Cals  for  Federal  CIO 


MSN  Messenger  Outage 
Leads  to  .Net  Concerns 


Analysts  question  Microsoft’s  enterprise 
abilities  after  week  of  access  problems 


This  seriously 
calls  into  ques¬ 
tion  Microsoft’s 
ability  to  ade¬ 
quately  provision 
a  reliable  enough 
service  for 
mission-critical 
enterprise  use. 


The  reliability  of  .Net  should 


ill  depend  on  the  same  kind 
service  Microsoft  couldn't 
store  for  a  week,  he  noted. 
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Southwest  Airlines  Pulls  Flight  Information  to  Hinder  Orfaitz  r 


Analysts  say  move  con 
may  hurt  airline 


AMD 
MAKES  IT 
POSSIBLE. 


Can  your 
business  satisfy 
demanding 
customers? 
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Vendors  Dream  Up  Ways 
To  Extract  More  Revenue 


New  fee  schemes  for  client/server 
software  may  actually  increase 
user  costs.  By  Jaikumar  Vijayan 
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NEWS 

Bush  Plans  National 

Cybersecurity  Board 


im 


r 


for  a  limited  time,  a  small  investment 
can  make  a  big  difference 


1-  If-  * 


save  big  on 
select  desktops, 
notebooks,  and 
servers  from  hp 


NEWSINDUSTRY 


Q3QEH  Deal  Advances  EMC’s 
EX'Sr  Move  Into  NT  Space 


FUJITSU 

BUSINESS 

CONSULTING 


crucial  data.  And  Qantas  will 


FUJITSU 


www.fujitsu.com 
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COMPinEKWOKLD  July  16, 2001 

MARK  HALL 

Farewell  to  FI  T) 

ISTENING  TO  MICROSOFT  executives  react  to  the  U.S.  Court 

9  of  Appeals  ruling  late  last  month,  you’d  think  Scott  McNealy 

1  had  just  embraced  Windows  and  announced  that  the  only  java 

.JL^offered  at  Sun  was  from  baristas.  It  was  that  surreal. 

The  Redmond  crowd  sounded  so  lodge  a  competing  product.  Micro- 

PIMM  FOX 

Project  a  Mess?  A 
Charter  Can  Help 

T-VROJECT  MANAGEMENT  doesn’t 

1  -'get  people  energized  unless  some- 
X  thing  goes  wrong.  Yet  sorting  out 

responsibilities,  resources  and  direction 
once  a  project  is  under  way  is  as  difficult 
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DON  TAPSCOTT 

Be  Prepared  for 

The  ‘Hypemet’ 

■y  TpTACHI'S  remarkable  new  Mew 

I — 1  chip  is  just  another  example  that 
J.  we’re  "on  the  second  half  of  the 
chessboard”  —  a  phrase  coined  by  the 
brilliant  inventor  and  author  Ray  Kurz- 
weil  to  describe  the  pace  of  today’s  tech¬ 
nological  advances. 

since  the  first  computers  in  the  early  1940s. 

We’re  now  on  the  second  half  of  the  board.  The 
gains  achieved  in  digital  technologies  grow  more 
astounding  by  the  week.  And  for  many  technolo- 

Transistors  will  continue  to  shrink,  processor 

IDE.  Software  tools  can  also  help  IT  managers  and 
developers  track  project  progress,  coordinate  com¬ 
panywide  personnel  use  and  account  for  the  many 
documents  that  are  byproducts  of  these  projects. 

Additional  products  help  maintain  and  enhance 
the  IT  knowledge  base  by  capturing  and  cata¬ 
loging  user  requests,  requirements  and  documen- 

net  bandwidth  will  continue  to  expand,  and  hu¬ 
man  beings  will  create  more  Web-based  solutions 
for  everyday  problems. 

Tomorrow’s  Hypemet  will  comprise  a  billion 
Net-connected  mobile  phones  and  billions  of  net¬ 
worked  game-consoles,  handhelds,  toys  and  infor- 

tools  allow  business  and  IT  analysts  to  exchange 

tions  with  users  and  customers  to  expedite  proj- 

But  why  should  IT  care  if  these  products  are 

f 

ing  from  a  privacy  perspec- 

per  money,  which  would 

pace  of  innovation  will  accelerate,  and  obsolete 
enterprises  will  be  quickly  eclipsed. » 

The  level  of  tool  integration  offered  by  soft- 

third-party  tools  under  a  product  suite,  or  deliver 
a  framework  with  integration  interfaces  to  third- 

««  Cm  «*i  co-«itM* 

Of  OvM  total  Hi, 

the  movement  of  cash  and 
immediately  detect  coun¬ 
terfeit  bills.  Mew  illustrates 

Keep  It  Simple:  Try 

party  tools. 

The  ideal  is  an  integrated  product  suite,  with  a 
rich  set  of  functional  tools  that  can  integrate  with 

BusHhss  Wc*  (Harvard 
BgamS^Praas. 

by  the  Internet  in  the  past 
five  years  pales  in  compar- 

Integrated  Tools 

product  framework,  delivers  baseline  functionali¬ 
ty  and  accommodates  other  tools  already  in  use. 

in  the  next  five.  Mobile 

computing  devices,  broadband  access,  wireless  net¬ 
works  and  computing  power  embedded  in  every¬ 
thing  from  bicycles  to  factory  tools  are  converging 
into  a  vast  global  network  —  a  Hypemet  —  that  will 
fuel  exponential  change  in  business-model  innova¬ 
tion.  The  Hypemet  is  to  the  Internet  what  the  Inter¬ 
net  was  to  early  proprietary  computer  networks. 

Kurzwcil’s  chessboard  analogy  harkens  back  to 
a  story  of  a  Chinese  emperor  being  so  delighted 

T  acquire  an  integrated  set  of  software 
^.management,  maintenance  and  devel¬ 
opment  tools,  or  should  it  license  a  se¬ 
ries  of  point  tools,  each  with  niche  func¬ 
tionality?  The  vendor  community  offers 
you  a  choice.  But  what's  the  best  option? 
In  general,  an  integrated  tool  suite  offers  advan¬ 
tages  over  a  collection  of  niche  products. 

of  vendors  you  need  to  deal  with  and  allow  you  to 
train  people  on  just  one  product,  simplifying  the 

Ideally,  a  vendor  offering  a  software  product 
suite  meets  the  following  criteria:  The  product 
should  provide  a  framework  with  a  Web-enabled 
interface,  it  should  have  a  rich  set  of  integrated, 
functional  tools  created  by  the  vendor  and  ac¬ 
quired  or  licensed  for  bundling  into  the  product 
suite.  Such  a  product  should  have  an  open  reposi- 

growing.  For  example, 
tools  that  help  analysts 
and  developers  build  and 
deploy  applications  are 
rapidly  evolving.  Many 


mation  between  stand-alone  tools.  This  provides 
IT  with  an  integrated  product  suite  that  accom¬ 
modates  niche  products  already  in  use. 

when  looking  at  your  next  product  acquisition. 
Selecting  an  integrated  suite  that  accommodates 
third-party  products  will  simplify  the  acquisition, 
deployment  and  management  of  your  software 


*  a  tnmgs  about  your 
)Ppiiers  that  they  don’t  even 
Know  themselves. 
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YOU  CAN  ONLY  BE  IN 

THREE  PLACES  AT  ONCE. 


PRESENTING  WIRELESS  MOBILITY  FROM  COMPAQ. 

Our  wireless  solutions  keep  you  in  the  loop.  Even  when  you’re  out 
Compaq  Evom  Notebook  N400c  is  one  of  the  thinnest,  lightest  por 
a  mobile  Intel*  Pentium*  III  processor  and  innovative  MultiPorttt 
modular  wireless  capability  to  access  your  network,  send  e-mail  o 
anywhere!  All  at  unbelievable  speed.  Plus,  get  big  access  from  the  : 


1 


st  portables  around.  With 
'orttthe  N400c  gives  you 
nail  or  check  stocks  from 
i  the  small  iPAQ  Pocket  PC 


COMPAQ. 

Inspiration  Technology 
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E-GROCER  WOES 

After  several  last-ditch 
efforts  to  stay  afloat, 
Webvan  is  finally  throw¬ 
ing  in  the  towel.  Now,  as 
its  competitors  struggle 
through  the  industry’s 
rough  waters,  one  ques- 


MAKING  THE 

LEAP  TO  LEADER 


want  TO  BE  A  project  MANAGER?  Well,  join  the  club.  It’s  a  logi¬ 
cal  step  for  people  with  technical  know-how  and  an  eye  on 
a  career  in  management.  But  getting  there  can  m 
be  a  challenge.  Find  out  how  two  project  lead-  /l  I 
ers  made  their  moves.  '  I  / 


SALOMI  PATEL  started  as  a  programmer  I 
and  worked  her  way  up  to  a  project  manager 
position  at  McGraw-Hill.  "I  got  the  technical 


RISKY  BUSINESS 


I 
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KEVIN  FOGARTY/BRICKS  AND  CLICKS 

Better  Part  of  Valor? 


The  THING  I'VE  ALWAYS  admired 

about  some  business  folk  is  their  ability 
to  make  a  decision  and  stick  to  it  with¬ 
out  taking  into  account  the  personal 
consequences. 

“I  can  make  decisions  very  quickly,"  one  high- 
tech  executive  told  me  eight  or  nine  years  ago.  “I 


every  IT  organization  fuel  a 
get  and  planning  decisions 

nies  still  spend  less  than  5% 


paying  for  the  security  to 

But  that  ignores  the  soft 
cost  of  the  time  security  peo¬ 
ple  spend  applying  patches. 

tion  systems  and  fixing  serv¬ 
ers  or  sites  that  get  nailed 
It  also  ignores  the  increas- 


merce  —  whether  that  means 
consumer  Web  sites,  auto¬ 
mated  supply  chain  connec¬ 
tions  to  suppliers,  or  any  oth- 


may  have  been  extraneous 
before  aren't  anymore.  The 
risks  you  face  have  changed 
and  you  can't  stop  them  by 

ucts  or  services  that  claim 
they'll  make  you  secure. 

You  have  to  think  about 
what  you  want  to  protect. 

there  and  then  hide  those  as¬ 
sets  and  the  defenses  you've 
built  around  them.  You  must 


lA/flDI/QTVI  CC 


At  Sun  Labs,  if  You’re  Not  Failing, 
You're  Not  Doing  Your  Job 


BUSINESSOPINIOR 

PETER  G.W.  KEEN 

Integrate  for  Wireless 

INFORMATION  TECHNOLOGY  follows  a  consistent  pattern; 
Each  breakthrough  in  technology  brings  new  functionality 
first  and  integration  costs  later.  The  breakthroughs  create 
new  users  and  uses,  stimulate  innovation  and  make  IT  an  in¬ 
creasingly  powerful  business  and  organizational  resource.  But 
every  surge  of  new  applications  is  followed  by  a  decade  of  trying 


researching  our  soon-to-be-released  book. 
Freedom  Economy:  Gaining  the  M-Commera 


In  the  networking  race, 
the  faster-path  wins. 


hp  procurve  switches  — 
higner  performance,  a  lower 
price,  and  simply  faster 

Whether  you're  designing,  building,  or  expanding  your 
network,  HP  procurve  switches  provide  the  faster  path  to 
speed  and  performance. 

You'll  be  the  first  across  the  finish  line  with  HP's  fast  path 
technology  —  the  'switch  on  a  chip'  architecture  that 
provides  high  performance  at  an  incredibly  low  price! 

•  the  highest  port  density  in  a  mini-chassis  per  RU 

•  lifetime  warranty* 

•  free  software  updates 


Win  a  Sony*  PlayStaHon*2 
Sign  up  for  a  free  network  design 

from  HP  and 
enter  to  win  a 
Sony  PlayStation2! 

www.hp.com/info/hpprocurve2 
or  call  1-800-477-61 1 1  ext:  45761 
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RELIABLY 
JAST  AND 
SCALABLE 


SO  RELIABLE, 
IT’S  THE 
LEADING 
DATABASE 
IN  HEALTHCARE 


More  hospitals  around  the  world  are  running 
their  "life-or-death"  applications  on  Cache 
than  on  any  other  database  system. 

With  proven  reliability  like  this,  you  should 
consider  Cache  for  your  critical  applications. 

With  its  lightning  speed  and  massive  scalability, 
the  performance  of  Cache  makes  it  a  perfect 
match  for  any  enterprise,  in  any  industry ,  with  a 
requirement  for  fast  transaction-processing 
applications  capable  of  scaling  to  tens  of 
thousands  of  users. 

Cache  uniquely  combines  robust  object  and 
relational  technologies,  coupled  to  a  multi¬ 
dimensional  data  engine.  Plus,  it  includes  a  rapid 
Web  application  development  environment. 

Cache  is  backed  by  24x7  support  from 
InterSystems  -  a  leader  in  high  performance 
databases  for  23  years,  with  4,000,000  users* 
worldwide  in  heaithcare,  financial  services  and 


£CAfflE 


Download  Cache  for  free  or  request  It  on  CD  at  m 


FUTURE  WATCH 


TECHNOLOGY 

RENEWED  FOCUS 

ON  EFFICIENCY 


in  the  SLOWED  ECONOMY,  companies  are  looking  to  manufacturing  exe¬ 
cution  systems  (MES)  in  hopes  of  increasing  efficiency.  Concepts 
like  just-in-time  manufacturing,  build-to-order  and  end-to-end  sup¬ 
ply  chain  visibility,  combined  with  an  explosion  in  contract  —g  - 
manufacturing,  have  revolutionized  plant  management.  ^  /m 
MES  gives  manufacturers  the  flexibility  and  tight  control 
they  need,  but  the  price  tag  is  steep.  %  7  | 
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TECHN0L06Y 


EVERYBODY’S  CONNECTED.  NOBODY’S  SECURE. 


liable  a!  online  retailers  and  bookstores  everywhere 
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TECHNOL06YFUTURE  WATCH 


STORAGE 

NETWORKING 

WO  RI_D 


October  22-24,  2001 

Renaissance  Orlando  Resort  •  Orlando,  I  lorida 


Storage  Networking  World®  -  User  Strategies  and  Solutions 


STORAGE  .  Storage  Networking  World”,  an  alliance  betwee 
NETWORKING  Computerworid,  promotes  access  to  the  latest  in 
w  °  FtLP  solutions  for  users,  implemented  and  vendors. 


the  SNIAand 
Donation  on  storage 


y*  A  conference  program  featuring  industry  leaders,  exciting  panels,  \ 
informative  sessions,  analyst  updates,  tutorials,  and  a  multi-company  s , 
Interoperability  Lab.  12: 

9*  Package  includes  an  Expo  (solution  showcase),  meals,  receptions,  and  I 
a  complimentary  (for  users  and  implemented)  golf  outing.  9 

•  Register  now  for  early-registration  discount.  9 


For  more  information  about  Storage  Networking  World®  or  to  register,  visit 

www.computerworld.com/snw 

call  1-800-883-9090 
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Online  learning  frees  employees  to  take  classes 
anytime  and  anywhere  ami  costs  less  to  run 
than  class 
lemscanv 
Better  star 

on  the  way  but  don't  help  yet.  By  Kym  Gilhooly 


Emerging 
Standards  for 
E-Learning 


ADI  SCORM: 


AlCC: 


City,  Idaho,  was  originally  formed  to 


and  is  influencing  e-leaming 
tnruueh  ffil  OB 

LMSs  and  learning  objects. 
www.aicc.ofg 

lEEJELTSC: 
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TECHNOLOGY 


rs  operated  on  a  simple  build- 


_  threshold.  Rush  jobs  w« 

ire  and  expensive,  and  configuration  options  almost  as 
'  is  "any  color  as  long  as  it's  black.” 


companies  focused  on 

moment  the  technology  bubble  burst,  many  firms  sut- 
fered  an  immediate  introversion.  Attention  shifted  back 


REDISCOVERING 

EFFCENCY 

|  After  years  of  looking  outward 
with  CRM  and  ERP  systems,  manu¬ 
facturers  are  turning  inward  to 
make  factories  more  flexible,  efficient 
and  competitive.  By  Drew  Robb 
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curing  the 
Dot-gone 

Technology  workers  are  being  laid  off  from  dot-com 
companies  in  large  numbers.  Are  these  workers  the  right 
fit  for  corporate  U  jobs?  Computerworl<Ts  Julekha  Dash 
asked  two  technical  recruiters  for  their  views. 


You  have  to 
determine 
whether  they 
can  work  in  an 
environment 
that  is  more 
structured. 


IT  CAIU  1  RS 
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How  to  Contact  Computerworld 


THE  BACK  PA6E 


FRANK  HAYES/FRANKLY  SPEAKING 

Damage  Control 

ELI  LILLY  DID  just  about  everything  it  was  supposed  to  do 
to  protect  its  customers'  privacy.  When  the  company  set 
up  its  Medi-Messenger  e-mail  service  to  remind  people  to 
take  their  medications,  the  automated  system  sent  the 
messages  as  blind  carbon  copies  —  the  “To:”  line  was 
blank.  That  worked  fine  for  two  years  —  until  June  27,  when  Lilly 
sent  one  last  mass  e-mail  to  notify  users  that  it  was  discontinuing 
the  service.  Because  of  human  error,  that  one  included  hundreds  of 
names  —  all  the  Medi-Messenger  users  —  in  the  “To:”  line. 

Now  that  was  a  privacy  failure.  And  it  wasn’t  the  worst  of  it.  Be¬ 
cause  when  something  goes  wrong  with  privacy,  we  don't  just  have 

to  deal  with  what  happened.  We  also  have  to  i  through  the  Prozac.com  Web  site.  But  people 
deal  with  what  people  think  happened.  who  don’t  take  Prozac  also  signed  up  for  the 


Kim 


ever  washes  over  the  quire  a  lot  of  I/O.  But  the  vendor 
d.  and  a  junior  IT  staffer  Quy  wants  to  run  his  demo  on  a 
s  to  be  working  and  no-  different  server.  Shouldn't  the 
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WE  DIDN'T  JUST  JUMP  ON  THE 
INFRASTRUCTURE  BANDWAGON. 
WE  BUILT  IT 
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risk  &  reward 
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peer  review 
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isn’t.  BY  JOHANNA  AMBROSIO 

24  Partners  in  Profit 
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Chemical  Weapon 

outfitted  its  low-tech  customers  with  PCs  and  Web 

company.  Fred  Buehler,  e-business  czar  at  the  S  5  billion 
company,  talks  to  ROI  about  how  these  initiatives  are 
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Balance  Sheet:  Shell  strikes 
knowledge  gold.  Also,  see 


Plan  for  UpTime, 
or  Pay  in  Downtime 

Discover  how  Visual  UpTime*  improves 
WAN  availability  and  helps  lower  total  cost 


TIPS,  TACTICS  AND  TIMELY  INFO  ABOUT  TECHNOLOGY  PAYBACK 


H 

-I 

project  management 

■■■■  IT  Enemy  No.  1: 

Half-Baked  Ideas 


O 


talking  head 

“We  have  a  sense  that  the 
future  will  be  on 

the  I  nternet,  but 

we're  not  going  to  go 

running  down  the  haii 

with  our  hair  on  fire." 


are  launched  as  projects,  says  Gopal  K.  Kapur, 
president  of  the  Center  for  Project  Manage¬ 
ment  in  San  Ramon,  Calif.  “The  staff  indulges 
the  bosses  [who  come  up  with  half-baked 
ideas].  The  higher  the  boss,  the  more  indul¬ 
gence,”  Kapur  says. 

But  there  may  be  something  valuable  buried 
in  that  half-baked  idea.  The  key  is  to  ask  ques¬ 
tions  designed  to  filter  out  the  babble  and  find 
the  value.  Kapur  suggests  asking  the  following: 


The  second-biggest  problem:  executi’ 
who  say  they’re  the  “sponsor”  of  the  proj 
but  don’t  devote  enough  time  to  oversight 


tough  questions 

Top  Shareholder 
Issues  in  2001 


hiring 

Dot-Com  Refugees:  A  New  Breed 

^hev’re  known  as  the  dot-come-  They  want  bricks  and  clicks.  They  want 
managers,  still  facing  an  IT  skills  shortage,  are  They  have  high  expectations.  They ’re  used  to 


common  cents-off 

Consumers  Like  Coupons,  Not  Community  Fluff 


Information  Resources  Inc  (IRI),  the 
Chicago-based  outfit  that  tracks  all  sorts  of 
consumer  data,  recently  found  that  pack¬ 
aged-goods  manufacturers  are  overdeliv¬ 
ering  — and  likely  overspending — on  Web 


features  that  consumers  only  shrug  off. 

The  study  of  7,900  shoppers  show* 
that  only  12%  want  onli 
games  and  only  27%  wa 


of  the  fake  community  stuff,  but  few  of  the 
companies  actually  offer  those  on  their 
brand  Web  sites. 


packaged-goods  makers  to 
focus  on  high-payoff  Web  site 
features,  says  IRI  consultant 
Murphy.  Less  than  one-third  (28%)  of 


cup  o' joe 

Starbucks’  Real 
Cell  Phone  Plans 


business  strategists 

CIOs  Take  Center  Stage 

CIOs  SAY  they’ve  moved  from  developing  systems  to  developing 
business  strategy  during  the  past  five  years,  according  to  a  survey  of  CIOs 
at  1,400  U.S.  companies.  CIOs  now  say  the  following  about  their  jobs, 
compared  with  five  years  ago: 

Have  increased  interaction  with  other  departments  28% 

Do  more  strategic  planning  27% 

Have  a  greater  role  in  bottom-line  results  25% 

Have  expanded  leadership/management  roles  1 6% 

Other/Don't  know  4% 


research  roundup 

Around  the  World 
In  60  Seconds 


■  When  a  supply  chain  glitch  hits  the  news,  the 

■  Only  3%  of  mobile  phone  users  in  the  U.S.  say  they 

something  via  the  Internet.  That’s  bad  news  for 
mobile  e-COmmerce.  |AT.  Kearney  Inc.  Chicago) 

■Almost  nine  out  of  1 0  (87%)  online  consumers  in 
the  U.S.  are  “privacy  assertive.”  They  refuse  to  give 
out  personal  information  they  feel  isn’t  necessary  for 

■  Most  insurance  claims  for  PCs  are  for  accidental 
damage,  such  as  dropping  a  laptop. The  next-largest 

■  More  than  one-third  of  business  e-mail  is  “occu¬ 
pational  spam,”  or  unnecessary  messages  from  well- 
meaning  co-workers.  Be  judicious  with  the  “reply 


This  is  the  FOREMAN 


That  placed  the  Order 

That  went  through  the  Dealer 

That  notified  Contracts 

That  alerted  Manufacturing 

That  checked  with  Accounting 

That  contacted  Shipping 

That  sent  the  Delivery 

That  sealed  the  Process 

That  lives  in  the  Integration  Software 

That  we  Built. 


BY  NINA  LYTTON 

Maintenance  Dollars  at  Work 

Software  vendors  hare  it  right:  Maintenance  work  can  double  as  develop 

errors.  Moreover,  software  vendors  look  at  mairiten 
an  opportunity  to  periodically  go  the  extra  mile  and  i 
modules  to  keep  the  architecture  fresh  and  flexible. 

Fortune  1 ,000  technology  firms  should  bom 
page  from  the  software  vendors’  playbook.  By  creat 
maintaining  applications  with  flexibility  as  a  goal,  and 
ing  more  effort  reeling  in  spaghetti  code,  the  Fortum 


If  your 

Business  Intelligence  Solution 
isn’t 

is  it  really  that  intelligent? 


'bSs  Web  FOCUS 


There's  no  shortage  of  business  and  technical  details  to  measure  when  determining” 
technology’s  value  to  the  business.  The  trick  is  picking  the  right  things  to  quantify 


WHAT*  T 


IMPLIFY  YOUR  LIFE”  IS  MORE  THAN  JUST  THE  lat- 
est  New  Age  mantra.  Its  advice  well  worth  heed- 

to  have  any  shot  at  measuring  IT’s  worth  to  the 
M  business,  most  experts  agree,  it  would  be  smarter 
to  rely  on  just  a  few  well-chosen  yardsticks  than, 
to  drown  in  a  sea  of  500  data  points. 

But  that’s  about  all  the  experts  agree  on.  By  itself,  measure¬ 
ment  is  no  automatic  guarantee  that  IT  aligns  with  the  business  or 
gives  value  to  it.  For  one  thing,  there’s  little  consensus  on  which 
metrics  should  be  used.  ROI,  that  old  financial  stalwart,  turns  out 


other  traditional  financial  measures  don’t  work  well  either. 

account  that  a  great  deal  of  a  company’s  IT  operations  or  manu¬ 
facturing  and  production  work  might  be  outsourced.  As  metrics 

look  at  the  (profit  and  lossj  statements  of  American  corporations, 
20%  to  85%  of  the  revenue  is  based  on  assembling  components 
or  integrating  materials  produced  by  humans  in  other  companies.” 

PHOTOGRAPHS  BY  VITO  ALUIA 
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Technology  Brief 

St.  Bernard  Software’s  iPrism™  Internet 
Filtering  improves 
productivity  at  a  small  price  tag 


In  today’s  economic  environment, 

senior  management  is  paying  close  attention  to  the 
potential  return  on  any  technology  investment.  This 
helps  explain  the  rapid  growth  of  iPrism,  an  Internet 
monitoring  and  filtering  device  from  St.  Bernard  Software 
Inc.  As  the  industiy  s  leading  Web  access  appliance,  iPrism 
Internet  Filtering  Appliance  boosts  employee  productivity 
enough  to  pay  for  itself  in  weeks! 


able  at  the  thought  of  reining  in 

severity  of  the  problem  is  examined. 


filtering  is  like  being  Big  Brother.  But 


e-mail  or  browers  on  the  job.  If  a 

showed  that  about  two-thirds  of  large 

electronic  surveillance  in  place. 

Once  you  acknowledge  the  need  to 
monitor  employees’  Internet  usage, 
you  will  find,  as  with  any  new  hot 
technology,  that  there  is  a  number  of 
ways  to  get  the  job  done. 

Before  iPrism  was  developed,  the 
company  took  the  time  to  investigate 


WHAT  ABOUT  INTANGIBLES? 


very  stnmgly  that  only  things  that  van  Ik-  directly 

in  C  hit  ago.  sax  s  the  CK  )s  he  talks  vx 

stop  talking,'  "he  wxs.They  want  to  know 

“It's  not  impossible  to  quantify  every  thing,"  Madison  sty  s,  “hut  it 


that  an  IT  service  forms  the  basis  of  a  product  or  >erx  kv  or  helps 


THE  1-2-3  COUNT 


how  the  costs  compare  to  IT  in  similar  companies,"  Hall  says.  The 
a  per-user  basis,  as  well  as  a  sense  of  the  quality  of  those  servk- 
in  your  report,  Hall  advises. 

reports,  for  example.  These  managers  also  value  forecast  infor- 


clearly.  Intel'* 

line  to  take  intangibles  into  anount  when  im asur 
I  impute  exiles  for  its  design  engineers.  But  the  company  also 

raig  Barrett,  our  ITC ),  has  i ompk-teh  bought  in  to,  is  that  a  large 
pereentage  of  the  benefits  front  IT  is  not  measurable  in  straight 
linancial  terms,”  says  Doug  Busch,  Intel’s  CIO.  “WeVc  helping 


ilon't  lend  themselxvs  t< 


ite  and  digging  deeper  into  things.  These 


COVER  SI 


cn 

o 


“IF  YOU  CANT  RUN  the  proposed  results  of  your 

investment  through  the  financials,  it's  an  indication  that  something’s  wrong.” 


Continued from  page  1 7  satisfaction  can  be  measured,  Y 

does  one  attach  a  dollar 

be  measured,  it  shouldn’t  be  part  of  any  metric.  There’s  no  one 
answer  that  works  every  time  for  everybody. 

DougTurk,  executive  vice  president  at  Inforte  Corp. ,  a  con¬ 
sulting  firm  in  Irvine,  Calif. ,  has  conducted  dozens  of  ROI  analy¬ 
ses  for  customer  relationship  management  (CRM)  and  e-mar¬ 
ketplace  systems,  among  others.  He  advocates  measuring  ROI  for 
IT  projects  “just  like  measuring  the  value  of  any  other  investment 


ing  to  improve  —  increase  the  number  of  sales  leads  or  reduce 
the  cost  per  lead,  reduce  the  sales  cycle  time,  improve  the  effec¬ 
tiveness  of  the  sale  and  the  size  of  the  deal he  says.  Once  the  goals 
are  dear,  dollar  values  can  be  assigned. 

“Ask  the  hard  business  questions  first,”  Turk  advises.  “What 
is  the  current  sales  cycle,  and  where  are  the  opportuni¬ 
ties  to  create  business  value?  If  the  cycle  time  is  90 
days  and  the  average  sale  is  S5  million, 
got  your  baseline.  This  is  where  you’ 
technology-adoption.” 

Turk  suggests  that  you  always  star 
the  business  value  you’re  after.  “Implement 


quickly,  he  says.  For  example,  70%  of  technical  support  calls  are 
now  resolved  on  the  first  try,  up  from  40%. 

solve  problems,  and  we  can  apply  those  resources  to  more  strate¬ 
gic  IT  projects,”  Hightower  adds. 

says,  is  trying  to  define  the  value  of  IT  services  in  the  same  terms 
that  customers  do.  This  translates  into  money  and  time  saved,  for 

ways  IT  projects  can  help  employees  get  more  done.  “If  a  system 
is  available  90%  of  the  time  for  500  people  and  we  can  get  it  to 
95%  availability,  that’s  a  measurable  benefit,”  Hightower  explains. 

At  Ingram  Micro  Inc.  in  Santa  Ana,  Calif.,  the  focus  is  on 
measuring  productivity,  says  Guy  Abramo,  chief  strategy  and 
information  officer.  “We’re  more  into  segmented 
accounting,  activity-based  costing  —  what 
employees  do  in  their  jobs,  what  keeps  them 

will  help  employees  do  their  jobs  faster,  bet- 

Also,  he  says,  “the  weighted 
t  of  capital  for  this  company  is  1 2%,  so 
're  looking  only  at  IT  projects  that  return 


YOU  SHOULD  PLAN  ON  spending  between 

2%  and  3%  of  your  IT  budget  to  do  metrics  right,  according  to  experts. 


no-brainer,  but  back  then,  it  was  leading-edge,”  Busch  recalls.  So 
the  team  that  did  the  analysis  to  sell  the  intranet  to  senior  man¬ 
agement,  a  team  he  led,  did  the  persuading  with  both  tangible 
and  intangible  benefits.  Among  the  former:  a  reduction  in  paper 
copies  and  the  elimination  of  the  paper  company  phone  book  and 
printing  costs.  “These  weren’t  revolutionary,  but  they  showed 

On  the  intangible  side,  there  was  “a  whole  level  of  benefits 


tion  about  our  partners,  customers  and  employees  without  hav¬ 
ing  to  make  phone  calls,”  Busch  says.  “This  has  revolutionized  the 

But  some  things  do  translate  into  bottom-line  benefits.  Intel 
measures  the  WAN  traffic  and  compute  capacity  for  its  design 
engineers,  a  major  group  of  power  users.  “We  know  for  any 
given  compute  and  network  capacity  how  many  products  our 
engineers  can  design,"  Busch  says. The  company  also  monitors  the 
per- user  cost-effectiveness  of  the  workstations  in  that  group. 


At  SBS,  the  feeling  is  different.The  company,  formerly  I 

“We’re  looking  at  very  tangible  things,”  says  CIO  G 
Cemy.  SBS  doesn’t  do  ROI  analysis  for  every  IT  compone 
example,  fundamental  functions  such  as  the  data  center  an 
ed  as  costs  of  doing  business.  But  for  every  new  project,  the 
ROI  statement  that  includes  the  projected  savings  or  revenue 
Once  the  ROI  has  been  accepted  by  the  business  unii 
ager,  that  manager’s  budget  is  tweaked  based  on  the  bene 
technology  will  bring.  For  example,  if  a  new  CRM  sys 
implemented  with  a  promise  to  raise  the  sales  force’s  produ 
by  20%,  the  sales  quota  will  then  go  up  by  20%.  “It’s  a  tv 
the  ROI  discussion,”  Cemy  says,  “because  it  means  the  bi 
managers  are  bellying  up  to  the  bar.  They  accept  a  reduced 
et  or  new  business  terms,  and  so  they  get  involved  in  makir 
that  it  does  what  we  say  it  will  do.  Its  a  pretty  good  sanity  c 
This  system  controls  costs  better  and  reduces  projects' 
creep,  Cemy  says.  Also,  IT  and  business  employees  are  m< 
ed  with  bonuses  and  raises  to  keep  on  schedule  and  on  bi 
“All  our  livelihood,  success  and  benefits  depend  on  cominj 
or  ahead  of  this  ROI  projection.  It’s  a  painstaking  prospect 


SO  RELIABLE, 
IT’S  THE 
LEADING 
DATABASE 
IN  HEALTHCARE 


More  hospitals  around  the  worid  an 


With  its  lightning  speed  and  massive  scalability, 
the  performance  of  Cache  makes  It  a  perfect 
match  for  any  enterprise,  in  any  industry,  with  a 
requirement  for  fast  transaction-processing 
applications  capable  of  scaling  to  tens  of 
thousands  of  users. 

Cache  uniquely  combines  robust  object  and 
relational  technologies,  coupled  to  a  multi¬ 
dimensional  data  engine.  Plus,  it  includes  a  rapid 
Web  application  development  environment. 
Cache  is  backed  by  24x7  support  from 
InterSystems  -  a  leader  in  high  performance 
databases  for  23  years,  with  4,000,000  users* 
worldwide  in  healthcare,  financial  services  and 


£CACH£ 


Download  Cache  i 


Cross-company  alliances 
are  blossoming.  Even 
longtime  adversaries  are 
seeding  strategic  deals 
to  cut  costs  and  conquer 

new  markets  / 

Partners 


RATEGY 


partnership:  awareness  and  actual  use  of  its 

on  GM’s  Web  site,  and  the  company  is  first 
to  market  with  hands-free,  voice-activated 


Staples.com 's  partners  bear  the  burden 
of  making  sure  their  Web  sites  can  handle 
the  traffic  Staples  sends  their  way. 

nas  says.  ‘The  partners  proside  their  own 


ost  partners  find  it 


build-out. 

When  Staples  decided  to  expand  its 
Web  site,  Staples.com,  one  major  goal  for 

offerings  without  taking  its  eye  off  its  core 

stores.  Establishing  partnerships  was  the 
way  to  accomplish  that  goal,  according  to 
Staples.com  ChiefTechnologv  Officer  Mike 
Ragunas.  “In  our  catalog,  we’ve  got  8,000 
items,"  he  says.  “At  Staples.com,  we’ve  inte¬ 
grated  with  w  holesalers  and  manufacturers 

Staples.com  is  seeking  to  limit  its  IT 
investment  by  acting  as  a  portal  to  partners’ 
Web  sites,  rather  than  linking  to  their  order 

ter.  This  is  especially  notable  at  the  com¬ 
pany’s  business  services  center.  Through 

thing  from  insuring  company  cars  to  hiring 
debt-collection  agencies. 

Because  Staples.com  acts  as  a  portal  to 

some  may  find  surprising:  content  and  con¬ 
tent  management.  To  manage  the  ever- 
changing  partner-related  content  on  its 
own  Web  site,  the  company  chose  software 
from  Sunnyvale,  Calif. -based  Interwoven 


tough  to  quantify  exact 
returns  on  their  joint 
activities.  Hard  numbers 
aren’t  easy  to  come  by. 


their  own  build-out."  Staples.com  and  its 
partners  don’t  share  IT  staff  other  than 
for  network  monitoring. 

building  the  Web-based  business  services 
portal,  one  major  worry  was  that  poor 
service  from  any  of  the  35  partners,  which 
tend  to  be  young,  small  companies,  could 
reflect  badly  on  Staples. 

“With  all  those  third  parties,  we 


Staples.com’s  solution  is  wide-rang- 
shops”  its  own  partners  and  grades  them  on 

tomer  service.  Naturally,  the  partners 
know  of  this  practice;  they  just  don’t  know 
w  hich  calls  are  from  Staples. 

Suples.com  also  performs  network 
monitoring  and  usability  testing  of  its  part¬ 
ners’  Web  sites,  each  of  which  receives  a 
weekly  report  card  and  any  applicable  cus¬ 
tomer  comments.  “It's  almost  like  free  con¬ 


sulting  for  these  companies,”  Ragunas  says. 
Staples.com  wouldn’t  say  how  much  it 

partnerships,  but  J.B.  Lyon,  vice  president 
of  business  services,  says  the  payoff  is 
indisputable. 

$94  million.  Last  year,  following  the  launch 
of  the  business  services  portal,  revenue 
grew  to  $512  million  and  repeat  traffic 
increased  by  287%.  Lyon  says  the  com¬ 
pany’s  in  -house  studies  show  that  the  online 


growth  in  repeat  customers. 

Finally,  in  an  effort  to  reassure  cus¬ 
tomers,  Suples  prominently  posts  a 
“stand-bchind  policy”  on  its  home  page 
that  essentially  says,  in  Ragunas’  words: 
“  ’If  you’ve  got  a  problem  with  one  of  our 

know  they've  got  a  $10  billion  company 
standing  behind  them." 

When  a  partner’s  score  falls  below  a 


certain  level,  Staples.com  representatives 
visit  the  laggard  and  help  coach  its  cus- 

One  of  Staples’  partners  is  3 -year-old 
NowDocs,  an  Aliso  Viejo,  Calif. -based  on¬ 
line  printing  company  .  (They’re  partners  in 
more  ways  than  one;  Staples  has  invested 
$6  million  in  NowDocs.) 

Bennett  Hirsch,  NowDocs'  senior 


the  company  welcomed  the  alliance 


not  to  invest  money  building  a  broad-based 
name  [ourselves|,"  Hirsch  says,  “because  if 

Suples  of  the  world." 

Ragunas  declined  to  say  how  much 


ler  partners  but  ins 


work  together 


Every  organization  has  great  minds. 

Are  you  making  the  most  of  yours? 


Livdink 


Further  Faster " 


le  Help  Desk  on  Hold 


Automated  software  lets  users  do 

their  ownjixes  on  the  cheap  by  pimm  fox 
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More  Online 

Shell  Strikes 

■  An  exclusive  interview  with  Fred  Buehler,  Eastman 
Chemical  Co.'s  e-business  czar. 

•  Sign  up  for  our  Executive  Suite  community  of 
top-level  IT  leaders  at  http://exec.computerworld.com. 

■  How  and  why  Intel  Corp.  is  abbreviating  the  way 
it  dishes  up  IT  metrics  data  to  top  management. 

■  Plenty  of  companies  project  ROI  for  IT  projects,  but  few  go 
back  and  measure  it  for  real. 

Co  to  www.computerworld.com/roi  for  more. 


preview 

Coming  in  the 
September/October  Issue 

Ahead  of  the  Pack:  The  Wireless  25 

CompuUrwodd  ROI  lists  the  top  25  innovators  using  wireless  technologies.  Look 
for  profiles  of  honorees  from  business,  education  and  government,  plus  details  of 


Royal  Dutch/Sheli 
neers,  drillei 

id  support  fi 

community  of  expatria 
up  when  they  encountered  a  problem.  W 


much  ,”  says  Shell  s  Arjan  van  Unnik. 

That  was  before  Netherlands-base 
Shell’s  1999  investment  of  $1.5 


ee  figures  below).  Shell  began  devel¬ 
oping  what  has  evolved  into  1 3  Web- 
based  “communities  of  practice,”  which 
are  now  tapped  regularly  by  more  than 
10,000  Shell  employees  worldwide  to 


Giving  workers  an  easy  way  to  share 
their  wealth  of  knowledge  has  paid  off.  In 
•m  rang  up 


•re  details  about  Shell’s  risks 
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(YOU  KNOW,  THE  E-BUSINESS  PLATFORM  fOH  ThOS; 

'  _ _ _ _ 
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THEY  CAME  HERE  FROM  A  PARALLEL  UNIVERSE.  THEY  NEEDED  SOFTWARE  -  SOFTWARE  THEY  COULD  DEPLOY  NOW! 

WEBSPHERE  for  SPEED 


|  FROM  E-STRATEGY  TO  E-BUSINESS  IN  AS  LITTLE  AS  60  DAYS  | 


